PELATIHAN KECERDASAN EMOSIONAL TERHADAP

PENINGKATAN KUALITAS PELAYANAN FRONTLINER DI







DATA KASAR EVALUASI PENGETAHUAN KECERDASAN EMOSIONAL
Pretest Posttest
Sbyk 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 tot Sbyk 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 tot
S 1 1 0 1 1 0 1 1 0 0 1 0 0 1 1 0 8 S1 1 1 1 1 0 1 0 1 1 1 0 1 1 1 0 11 20%
S 2 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S2 1 1 0 1 1 1 1 0 1 1 0 0 1 1 0 10 13%
S 3 1 0 0 1 0 1 0 0 1 0 0 1 1 1 0 7 S 3 1 0 1 1 0 1 0 0 1 0 1 1 1 1 0 9 13%
S 4 1 0 1 1 0 1 0 0 1 1 1 0 0 1 0 8 S 4 1 0 1 1 0 1 1 1 1 1 1 0 0 1 0 10 13%
S 5 1 0 1 1 0 0 1 0 1 1 0 0 1 1 0 8 S 5 1 0 1 1 0 1 1 0 1 1 0 0 1 1 1 10 13%
S 6 1 0 1 1 0 1 0 0 1 1 0 0 0 0 0 6 S 6 1 0 1 1 0 1 0 1 1 1 0 0 1 1 0 9 20%
S 7 1 0 1 1 0 1 1 0 1 1 0 0 0 1 0 8 S 7 1 1 0 1 1 1 1 1 0 1 1 1 1 1 0 12 27%
S 8 1 1 0 1 0 1 0 0 1 0 0 0 1 0 0 6 S 8 1 1 0 1 0 1 1 0 1 1 0 0 1 0 1 9 20%
S 9 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 9 1 1 0 1 1 1 1 0 1 1 1 0 1 1 1 12 27%
S 10 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 10 1 1 1 1 0 1 0 0 1 1 1 0 1 1 1 11 20%
S 11 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 11 1 1 1 1 0 1 1 0 1 1 0 1 1 1 0 11 20%
S 12 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 12 1 1 1 1 0 1 0 1 1 1 1 0 1 1 0 11 20%
S 13 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 13 1 1 1 1 1 1 0 0 1 1 0 0 1 1 0 10 13%
S 14 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 14 1 0 1 1 0 1 1 1 1 1 1 0 1 1 0 11 20%
S 15 1 0 1 1 1 1 1 0 1 1 0 0 1 1 0 10 S 15 1 1 1 1 1 1 1 0 1 1 0 1 1 1 1 13 20%
S 16 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 16 1 1 1 1 0 1 0 0 1 1 1 1 1 1 0 11 20%
S 17 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 17 1 1 1 1 1 1 1 0 1 1 0 0 1 1 1 12 27%
S 18 1 0 1 1 0 1 0 0 1 1 0 0 1 1 0 8 S 18 1 1 1 1 0 1 0 0 1 1 1 1 1 1 0 11 20%
S 19 1 1 1 1 0 1 0 0 1 1 0 0 1 1 0 9 S 19 1 1 1 1 0 1 1 1 1 1 0 0 1 1 1 12 20%
Jumlah 150 Jumlah 205
Rata-rata 7,8 Rata-rata 10,7
Lampiran
Data Kasar Pretest Skala Kecerdasan Emosional
Subyek 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 Tot Rata-rata
1 4 4 5 5 5 2 4 4 4 5 3 3 5 5 4 4 4 4 4 4 4 4 4 4 98 4,08
2 4 4 3 4 4 3 4 4 2 3 4 4 4 4 3 4 3 4 4 2 2 2 3 3 81 3,38
3 3 4 4 4 3 4 3 3 4 4 4 4 2 4 4 4 4 4 4 4 4 4 4 4 90 3,75
4 5 5 5 5 4 2 4 5 4 4 4 4 5 5 4 5 5 5 4 5 5 5 5 4 108 4,5
5 4 4 3 4 4 3 4 4 4 4 3 4 5 5 4 4 4 4 4 4 4 3 4 3 93 3,88
6 4 4 4 4 3 2 4 4 4 4 3 3 4 4 3 3 4 3 3 3 3 3 3 3 82 3,42
7 4 5 4 4 4 2 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 96 4
8 5 5 4 4 5 2 5 4 5 4 2 4 5 5 3 5 5 4 4 4 4 4 4 5 101 4,21
9 3 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 3 3 3 3 89 3,71
10 5 4 5 4 4 3 4 4 4 4 3 3 4 5 4 5 5 3 4 4 4 4 4 4 97 4,04
11 4 5 2 5 4 5 4 4 3 4 4 4 5 5 2 5 4 3 4 5 5 5 4 4 99 4,13
12 4 4 3 4 4 3 4 4 4 5 3 3 5 5 2 4 4 4 4 4 4 5 3 3 92 3,83
13 3 4 3 4 3 3 4 4 3 4 3 3 3 4 3 4 4 4 3 3 3 3 3 3 81 3,38
14 2 3 5 5 3 3 3 3 5 5 2 4 4 5 5 5 3 2 4 3 3 4 4 2 87 3,63
15 4 4 4 3 3 3 3 3 4 4 3 4 4 5 3 4 4 4 3 3 3 3 4 3 85 3,54
16 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 3 4 4 4 3 4 4 92 3,83
17 4 4 4 4 4 4 4 4 4 4 4 3 4 4 2 4 4 4 4 4 4 4 4 4 93 3,88
18 4 5 5 5 5 2 5 4 5 5 5 5 5 5 4 4 5 5 4 5 5 4 5 5 111 4,63




Data Kasar Posttest Skala Kecerdasan Emosional
Subyek 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 Tot Rata-rata
1 4 5 5 5 5 3 4 4 4 4 4 4 5 5 4 5 5 4 4 5 4 5 4 4 105 4,38
2 4 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 4 3 3 3 3 3 89 3,71
3 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 5 4 98 4,08
4 5 5 5 5 5 3 5 5 5 5 4 4 5 5 4 5 5 5 5 5 5 5 5 5 115 4,79
5 5 5 4 5 5 3 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 3 100 4,17
6 5 5 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 3 3 3 3 3 3 3 90 3,75
7 4 5 5 4 5 3 4 4 4 5 4 4 5 5 4 4 5 4 4 4 4 4 4 4 102 4,25
8 5 5 4 4 5 4 5 4 5 4 4 5 5 5 3 5 4 5 4 5 4 5 5 5 109 4,54
9 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 3 4 4 94 3,92
10 5 5 5 5 4 3 4 4 4 4 4 4 5 5 5 5 4 4 3 4 4 4 4 4 102 4,25
11 5 5 5 5 5 5 4 5 3 4 4 5 5 5 3 4 5 3 4 5 4 5 5 5 108 4,5
12 4 4 4 5 4 3 4 4 4 5 3 3 4 4 4 4 4 4 4 4 4 5 4 4 96 4
13 4 5 3 4 4 4 4 4 3 5 3 3 4 4 4 4 4 4 3 3 3 3 3 3 88 3,67
14 4 4 5 5 3 3 5 4 4 5 4 4 5 4 4 5 4 2 5 4 5 4 4 2 98 4,08
15 4 4 4 5 5 3 3 3 4 4 3 4 5 5 4 4 4 4 4 4 4 4 5 4 97 4,04
16 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 3 4 4 94 3,92
17 4 5 4 4 4 4 4 4 4 4 3 4 4 4 3 5 5 5 4 4 4 4 4 4 98 4,08
18 5 5 5 5 5 4 4 5 5 5 5 5 5 5 4 5 4 5 5 5 5 5 5 5 116 4,83




DATA KASAR EVALUASI KUALITAS PELAYANAN PRETEST
Subyek 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 Tot Rata-rata
S1 5 5 5 4 4 3 4 5 4 5 4 4 4 3 3 4 3 5 4 4 3 3 3 4 4 99 3,96
S2 5 5 5 4 4 2 4 5 4 5 5 5 4 5 4 5 5 5 4 4 4 4 4 4 4 109 4,36
S3 4 4 5 4 2 3 4 4 5 4 5 3 3 4 3 4 4 4 4 4 3 3 3 3 4 93 3,72
S4 4 5 5 5 2 5 5 5 5 5 5 3 3 3 3 4 3 3 5 4 3 3 3 3 4 98 3,92
S5 4 4 4 4 4 3 4 4 3 5 4 4 4 4 4 5 4 4 4 3 4 4 4 4 4 99 3,96
S6 4 4 4 4 3 4 4 3 3 5 4 4 4 3 3 3 2 2 4 4 3 4 3 3 4 88 3,52
S7 5 5 5 4 5 4 4 5 4 5 5 4 4 4 4 5 4 4 5 4 4 4 3 3 3 106 4,24
S8 4 5 5 4 4 3 4 4 3 4 5 4 4 4 4 4 4 4 4 4 3 4 3 4 3 98 3,92
S9 4 4 4 4 4 2 5 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 101 4,04
S10 5 5 5 4 4 3 3 4 3 3 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 100 4
S11 4 4 4 4 4 3 4 4 3 3 4 3 4 3 3 4 4 4 4 4 3 4 3 3 3 90 3,6
S12 5 5 4 4 4 3 4 4 3 5 2 4 4 4 4 4 5 4 5 5 4 4 3 4 4 101 4,04
S13 5 5 5 4 4 2 4 4 5 5 5 4 4 4 4 4 3 4 5 4 4 4 5 4 4 105 4,2
S14 5 5 5 5 4 4 4 4 4 4 4 3 4 3 4 4 4 4 4 4 4 4 3 4 4 101 4,04
S15 5 5 5 4 4 4 5 5 3 4 4 4 4 3 4 4 4 5 4 4 4 3 3 4 4 102 4,08
S16 5 5 5 3 3 2 4 4 3 4 3 3 3 2 3 4 4 3 4 3 3 3 3 3 3 85 3,4
S17 5 5 5 3 4 2 4 4 5 4 5 3 3 3 3 3 3 4 4 3 3 3 3 3 3 90 3,6
S18 4 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 98 3,92




DATA KASAR EVALUASI KUALITAS PELAYANAN POSTTEST
Subyek 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 Tot Rata-rata
S1 5 5 5 4 4 5 4 5 5 5 5 4 4 4 4 4 4 5 4 4 4 4 4 4 4 109 4,36
S2 5 4 5 4 4 3 4 5 5 5 5 4 4 4 4 5 5 4 4 4 4 4 4 4 4 107 4,28
S3 4 4 5 4 2 3 5 5 5 4 5 4 4 4 4 4 5 4 5 4 3 4 4 4 4 103 4,12
S4 5 4 5 5 3 4 5 5 5 5 4 3 4 3 3 4 3 3 5 4 3 4 4 3 4 100 4
S5 4 4 4 4 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 103 4,12
S6 5 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 101 4,04
S7 5 5 5 4 5 5 4 4 4 5 5 4 4 4 4 5 4 4 5 4 4 4 3 4 4 108 4,32
S8 5 5 5 4 4 4 4 4 4 5 5 4 4 4 4 5 5 5 4 4 4 4 4 4 4 108 4,32
S9 5 5 5 5 5 2 5 5 4 5 4 4 5 4 4 5 5 5 5 5 4 5 4 4 4 113 4,52
S10 5 5 5 4 4 4 4 5 4 2 4 5 5 5 4 4 4 4 5 4 5 5 4 4 4 108 4,32
S11 5 5 5 4 4 3 4 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 3 3 3 97 3,88
S12 5 5 5 5 4 4 4 5 5 5 5 4 5 4 4 5 5 4 5 4 4 5 4 4 4 113 4,52
S13 5 5 5 5 4 3 4 5 5 5 5 4 5 4 4 4 3 4 5 4 4 5 4 4 4 109 4,36
S14 5 5 5 5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 105 4,2
S15 5 5 5 4 4 5 5 4 3 4 4 4 4 4 4 5 5 5 4 4 4 4 4 4 4 107 4,28
S16 5 4 4 4 4 3 5 4 4 4 4 4 3 3 3 4 5 4 3 3 3 3 3 3 3 92 3,68
S17 5 5 5 4 4 3 5 5 5 5 5 3 3 3 3 4 4 4 5 4 3 3 3 3 4 100 4
S18 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 100 4



















































































S1 20 21 21 24 17 20 18 21 23 23
S2 23 22 20 22 20 20 23 21 23 22
S3 20 22 20 22 16 19 18 21 19 19
S4 19 19 25 24 16 18 17 17 21 22
S5 20 20 19 22 20 20 20 20 20 21
S6 15 19 19 21 17 20 18 20 19 21
S7 22 22 22 22 17 19 21 21 24 24
S8 20 23 18 21 17 20 21 21 22 23
S9 20 25 21 21 20 21 20 21 20 25
S10 20 21 16 19 20 22 21 23 23 23
S11 20 20 17 19 16 17 17 18 20 23
S12 23 23 19 23 19 21 18 22 22 24
S13 20 20 20 22 21 21 21 22 23 24
S14 20 20 20 21 19 20 18 20 24 24
S15 21 23 21 21 18 20 19 20 23 23
S16 18 19 17 20 15 15 14 17 21 21
S17 17 21 19 23 15 16 17 17 22 23
S18 20 20 18 20 20 20 20 20 20 20
S19 20 20 20 20 20 20 20 20 20 20
Total 378 400 372 407 343 369 361 382 409 425
Peningkatan 22 35 26 21 16
skror
tertinggi 475 475 475 475 475
Persentase
peningkatan 5% 7% 5% 4% 3%
LAMPIRAN
DATA EVALUASI REAKSI
Materi Trainer Metode Fasilitas Manfaat



















S1 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 3 5 5 18 5 5 10
S2 5 5 5 5 20 5 5 5 4 5 24 5 5 10 4 4 4 4 16 5 5 10
S 3 4 4 4 5 17 4 4 4 3 4 19 4 4 8 3 3 3 3 12 4 4 8
S 4 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 5 4 19 5 5 10
S 5 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 3 3 16 5 5 10
S 6 5 5 5 5 20 5 5 5 5 5 25 4 4 8 5 5 4 4 18 5 5 10
S 7 5 5 5 5 20 5 5 5 4 5 24 5 5 10 5 3 4 5 17 5 5 10
S 8 5 5 5 5 20 5 4 5 4 4 22 4 4 8 3 4 4 3 14 5 5 10
S 9 5 5 5 5 20 5 5 5 5 4 24 5 5 10 5 5 4 5 19 5 5 10
S 10 5 4 4 4 17 4 4 4 4 4 20 5 5 10 4 4 4 4 16 4 4 8
S 11 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 4 5 19 5 5 10
S 12 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 4 3 3 15 5 5 10
S 13 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 5 5 20 5 5 10
S 14 4 4 5 5 18 5 5 5 5 5 25 5 5 10 4 5 5 5 19 5 5 10
S 15 5 5 5 5 20 5 5 5 5 5 25 4 4 8 3 4 4 4 15 5 5 10
S 16 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 5 5 20 5 5 10
S 17 5 5 5 5 20 5 5 5 5 5 25 5 5 10 4 4 5 5 18 5 5 10
S 18 5 5 5 5 20 5 5 5 5 5 25 5 5 10 5 5 4 5 19 5 5 10
S 19 5 5 5 5 20 5 5 5 5 5 25 4 5 9 5 5 4 5 19 5 5 10
Total
nilai 372 458 181 329 186
Nilai
tertinggi 380 475 190 380 190




Hasil Analisa Evaluasi Pengetahuan Kecerdasan Emosional
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 0a .00 .00
Positive Ranks 19b 10.00 190.00
Ties 0c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .000
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kecerdasan Emosional
Pretest & Posttest
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Postest - Pretest Negative Ranks 0a .00 .00
Positive Ranks 19b 10.00 190.00
Ties 0c
Total 19
a. Postest < Pretest
b. Postest > Pretest




Asymp. Sig. (2-tailed) .000
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kualitas Pelayanan
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 1a 2.50 2.50
Positive Ranks 17b 9.91 168.50
Ties 1c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .000
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kualitas Pelayanan
Aspek Bukti Fisik
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 1a 3.50 3.50
Positive Ranks 9b 5.72 51.50
Ties 9c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .012
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Analisa Hasil Aspek Keandalan
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 1a 2.50 2.50
Positive Ranks 9b 5.83 52.50
Ties 9c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .010
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kualitas Pelayanan
Aspek Daya Tanggap
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 1a 1.50 1.50
Positive Ranks 14b 8.46 118.50
Ties 4c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .001
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kualitas Pelayanan
Aspek Jaminan
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 0a .00 .00
Positive Ranks 13b 7.00 91.00
Ties 6c
Total 19
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .001
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
Lampiran
Hasil Analisa Evaluasi Kualitas Pelayanan
Aspek Empati
NPar Tests
Wilcoxon Signed Ranks Test
Ranks
N Mean Rank Sum of Ranks
Posttest - Pretest Negative Ranks 1a 7.50 7.50
Positive Ranks 12b 6.96 83.50
Ties 7c
Total 20
a. Posttest < Pretest
b. Posttest > Pretest





Asymp. Sig. (2-tailed) .007
a. Based on negative ranks.
b. Wilcoxon Signed Ranks Test
